Between:

Service-Level Agreement

AFINS Technical Assistance Center (ATACY and MEP-BS
Fiverlule Cuslomer Servive Representalive

lasic Scope of Agrooment;  Support for MEP-BS cmpleyees in Rivendale, M0

Fur:

June 1, 2001 through June 1. 2002

Serviees o Be Provided by

A, ATAC

Services:

Perform first-leve] support for APHIS Standard Software Applications, to
include:

Creation, modification and re-certification of Lotus Notes {ds

Modification of Lots Notes ¢-matl groups

Support anc aceess for Remote LAN Dial-up (RLD)

Support and aceess for elient geeess 1o Lotus Notes version 4.6.2

Support fer Lolus Suite applications

Support and access to Agency wide software applicalions, to include:
FFI5, PEOME, MC-Tare, ate.

When a cull is received from MRP-BS personne] sceording 1o the 5COPE
outlined above, Lthe follnwing procedures will noed 1o be Tullowedl:

W Indtiate e incadent koot
T Uhe first of cach week, ATAC will generate a report for the Riverdale

1.

Customer Senvice Manager showing which MRP-RS custmners contactod
ATAC the meidemt number. and the category of problems reported. 1f he
needs wdeditignal infarmation, Te can access the GW) databese and retrieve the
invident tivker i yuestion.

Hours of Gperation

Repular Business Hours:

T aom. BEST oo 700 pont. BEST,  Monday - Friday (non-heliday}



Atter hours, calls will he lopged ctheough voice mail or ATAC Mail-In
Tncident Dhatalase on o hetore the next business day.

3. Service Access
ATAC 15 avcessible vias
Phone « Call 1-577-94ITHLE (1-87T-944-8457)
C-mpil - Send a message o ATACE aphis.psda.goy
B. MIEP-BY
1. Services
Suppur APHIS Standard Software Applications
Supporl bardware 7 soliwame upgradas
Suppoit peripherals
2. Houri of Operations
200 am. MET ta 4530 pom. MET Monday - Friday inon-boliduy)
. Service Access
MARP-BS Computer Specialist s aveessible via:
MRP-RS Riverdale Customer Scrvice Phone Ssumber: 301-734-4954

YMEP-BS Riverdale ©5F Teurn E-mail: cindy. ] mowattiz aphis.asda, gov

Customer Responsibilities
Ulse the specitied procedures, phone numbers. ur E-mail wddresses to pet suppot.

Call Priorities and Response Times

I"riority [mpact Respeinse Recsolution
Fmerpency  Cntical Component Duewn 3 Minuotes L Hour
High Certical Component Degraded 3 Huwrs 4 Hours
Medium Moy Ceatical £loimpsrnent & Hours L2 ITorrs

Low CHher reguest, guesticon 1+ Hours 24 Tlowrs



Resalution will be idemified as the sleps the lechnician has laken b sither close the incident
teket or reguested gssistance melosing the tckel e Orlered s new plece of
hardwarc/software, contacted Lotus MNotes or SmanSaite., cte, )

1V

Servier Measures o Be ¥et

A. By ATAL:

First-level cull resolutivn - 75 percenl or greater

B. By Riverdale MRP-BS Customer Service:

First-level cull resodution - 75 percent ar greater

Escalation Procedures

Lewvel

d

Initiate When Call

Agread upam respnnge time A TAL Manager
Mo et

Mo Respunse 1w hours Cimuly Muoweart
Adfier Lovel | esealation

No Responsc threc hours Cindy Mowat
After Level 2 escalation

Phonc/Pager

(9707 490-80068

{301} 734-4054

(301 7344954



